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Date: 21 JANUARY 1999 

To: ECONOMIC DEVELOPMENT COMMITTEE 

Ref: DW/REP514 

From: DIRECTOR OF PLANNING & DEVELOPMENT 

NORTH LANARKSHIRE COUNCIL 

REPORT 

Subject: THE TOURIST MAP: EVALUATION 
OF PILOT PROGRAMME 
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Introduction 

This report seeks to advise members of the evaluation of the pilot Tourist Map, and approve future 
action. 

Background 

Members will recall that the Tourist Map was based on the successful Marketing Assistance 
Programme (MAP), developed by the former Motherwell District Council in 1993, and run by that 
authority and then North Lanarkshire Council from 1993 to the present. The Lanarkshire Tourism 
Strategy highlights the importance of training to the industry's development over the next five years. 
The Tourist Map was designed to build upon the strengths of the established MAP course and tailor 
elements specifically towards the needs of the tourism sector. 

Typically, the tourism industry is dominated by small businesses, with consequent problems of 
fragmentation, and low investment in skills and product development. However, with consumers 
becoming ever more discerning and the market place becoming ever more competitive, businesses need 
to strive for excellence in quality of service and product offered if they are to maintain and increase 
market share. 

The Tourist Map was designed to address the specific needs of the sector whilst providing a solid 
grounding in marketing theory and practice. The programme was run as a series of evening seminars, 
with one-on-one consultancy meetings arranged at the beginning and end of the series. During the 
course of the programme, the trainers decided that it would be beneficial to the participants to include 
an additional consultancy session; this was carried out at no additional charge to the Council. The 
course presentations and exercises were designed to aid the participants in devising their own 
marketing plan by the end of the course. 

e 

The Tourist Map was delivered by Inhouse Training, based in Cumbemauld, during the autumn of 
1997, with the final elements taking place in January 1998. 

The course was completed by ten people representing nine businesses from across North Lanarkshire, 
geographically spread from Kilsyth to Garrion Bridge. The businesses encompassed bed and breakfast 
enterprises, a theatre, catering establishments, riding stable and hotel. 

An evaluation of the pilot programme has been carried out and is attached as Appendix A. The positive 
responses from the participants indicate that this is a useful course which will have a significant impact 
on the running of their businesses. 

Conclusions 
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In the light of the evaluation, it is recommended that a further course be run in the autumn of 1999. 

Target businesses in the tourism sector are unlikely to be able to afford the market cost of such a 
course. Just under half of the participants in the pilot indicated that they would be willing to pay for the 
course, but cited small sums between 2100 and 2500. Another third indicated that they could not afford 
fees. Levying a fee for participation in the Tourist Map would have a seriously detrimental effect on 
take-up. 

The pilot programme was funded through the Management and Technology Training Grant. In order to 
fund future programmes, partnership agreements will need to be sought to secure monies. 

Recommendations 

It is recommended that the Committee: 

Notes the contents of this report. 
Authorises officers to enter into discussions with partner organisations regarding funding of further 
courses. 

Stanley C Cook 
Director of Planninp and DeveloDment 

16 December 1998 

For further information, please contact Deborah Willie, Tourism Development and Marketing Officer 
Telephone: 01236 616280 
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1. Introduction 

1.1 North Lanarkshire Council’s Economic Development Unit has been running a 
Marketing Assistance Programme (MAP) since 1996. The initiative followed on 
from the original Marketing Assistance Programme developed by the former 
Motherwell District Council. Operating from 1993 to 1995, eight programmes 
assisted 60 businesses and 90 individuals with their marketing effort. 

1.2 The Lanarkshire Tourism Strategy, developed throughout 1996 and 1997, highlighted 
training as an important element of the industry’s development over the next five 
years. The Tourist Map programme was designed to build upon the strengths of the 
established MAP course and tailor elements specifically towards the needs of the 
tourism sector. 

1.3 Typically, the tourism industry is dominated by small businesses, with consequent 
problems of fragmentation, and low investment in skills and product development. 
However, visitors are becoming increasingly discerning in terms of the quality of 
service and the product they expect. They are becoming ever more aware of the 
importance of value for money and also the quality of the experience. In order to 
meet the aspirations and demands of the tourist market, the industry must strive for 
excellence in quality of service and of product offered, or visitors will take their 
business elsewhere. This is as true in non-traditional tourism destinations such as 
Lanarkshire as in established resorts. 

1.4 The Tourist Map was designed to address the specific needs of the sector whilst 
providing a solid grounding in marketing theory and practice. The programme was 
run as a series of evening seminars, with one-on-one consultancy meetings arranged 
at the beginning and end of the series. During the course of the programme, the 
trainers decided that it would be beneficial to the participants to include an additional 
consultancy session; this was carried out at no additional charge to the Council. The 
course presentations and exercises were designed to aid the participants in devising 
their own marketing plan by the end of the course. 

1.5 The Tourist Map was delivered by Inhouse Training, based in Cumbemauld, during 
the autumn of 1997, with the final elements taking place in January 1998. 

1.6 The course was completed by ten people representing nine businesses from across 
North Lanarkshire, geographically spread from Kilsyth to Garrion Bridge. The 
businesses encompassed bed and breakfast enterprises, a theatre, catering 
establishments, riding stable and hotel. Two other businesses had originally started 
the course, but failed to finish due to pressure of work. 

1.7 This evaluation is based on a mixture of face to face and telephone interviews with 
all of the participants who completed the course. 

2. Reasons for participation 

2.1 Participants generally wanted to learn more about marketing in order to improve their 
business and make it more profitable. A couple of the companies had specific ideas 
that they wanted to discuss and receive feedback regarding their implementation. 
One wanted to learn more about advertising and marketing. A new start-up business 
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was hoping to get the enterprise off on a firm footing, and believed that the venture 
would benefit from networking and the opportunities for information gathering that 
the course would provide. 

3. The impact of the Tourist Map programme 

3.1 The value of the Tourist Map can be measured in three ways: 
changes to the marketing activities of participating businesses 
the impact of those changes on business performance 
participants’ views on the value of the Tourist Map as a whole and of specific 
elements of the programme 

Changes in marketing activities 

3.2 New activities which had been undertaken by the participants included: 
Applying for new STB-approved directional sign 
Development of a menu of special meals 
Rationalisation of menu and increase in prices 
Development of theme nights 
Production of new brochures 
Commissioning of market research 
Joining of a new marketing consortium 
Participation of all staff on ‘Scotland’s Best’ and owner’s participation on 
‘Scotland’s Best for Managers’ 
Development of new procedures manual 
Production and distribution of questionnaires for staff and customers 
Development of a ‘service promise’ 
Discontinuation of expensive newspaper advertising 

3.3 A number of respondents also cited the positive feedback they received from Inhouse 
on marketing initiatives planned or in hand. This boosted confidence in their own 
ability and helped to build a solid foundation for the development of their marketing 
plan. 

Other changes 

3.4 In addition to the marketing activities noted above, a number of participants advised 
that they had made changes in business practice. These ranged from time 
management to staff development. 

Impact of the Tourist Map on businesses 

3.5 At the time the majority of the interviews were carried out, it was too early to assess 
the quantitative impact of the programme on the individual businesses. 

3.6 A number of participants were confident that the programme would have a positive 
impact on their profitability in the longer term. One catering establishment, surveyed 
at a later date, reported that sales had increased. Another advised that the programme 
had led to a change of attitude in how the business was run, which would have a 
measurable impact in the longer term. 

I:WARKET\DOCS\TOURISM\MAPEVALUATI.DOC 



129 

Participants’ satisfaction ratings 

3.7 Participants were asked to evaluate particular elements of the course. The responses 
were highly positive, with only one respondent citing ‘fair’ in one category, the rest 
of the elements were rated ‘good’ or above by all participants.. Responses from the 
nine businesses are set out below; figures have been rounded off for convenience. 

3.8 Subjects’ relevance: All respondents believed that the relevance was good or better 
than good, with 22% rating it as excellent, 33% as very good and 44% as good. 

3.9 Course materials: 44% of respondents believed that the course materials were 
excellent, 22% rated them as very good and 33% as good. 

3.10 Presentation skills: Again 44% rated the skills of Inhouse as excellent, with 44% 
believing them to be very good and 11% as good. 

3.1 1 Trainers ’ understanding ofparticipants ’ business: 44% of the participants believed 
the business understanding was excellent, with 22% rating it as very good and 22% 
as good. 11% rated this element as fair. 

3.12 Ability to answer questions: When asked about the trainers’ ability to answer 
questions posed by members of the group, 33% believed that they were excellent, 
44% rated them as very good and 22% as good. 

3.13 Attitude to participants: 66% of the participants rated Inhouses’s attitude to 
participants as excellent, with 11% viewing it as very good and 22% as good. 

3.14 Group size: 11% of the respondents believed that the group size was excellent, with 
55% stating that it was very good and 33% as good. 

3.15 Overall opinion: When asked to consider the programme as a whole, 44% of the 
group rated it as excellent, 22% as very good and 33% as good. 

3.16 77% of the respondents found the course to be highly useful in terms of networking. 

3.17 All participants said they would recommend the programme to others, and all would 
be happy to take part in publicity material promoting the Tourist map to new recruits. 

3.17 These are exceptionally positive responses to a pilot programme. They can be 
attributed in part to the fact that the programme was based on a tried and tested 
formula, which was then specifically modified to suit the specific needs of the 
particular industry sector. However, part of the success can be attributed to the 
enthusiasm, knowledge and skills of the team delivering the programme. 

4. Structure of the programme 

4.1 When asked about the balance of group sessions and one-to-one consultancy 
meetings, 78% of the group believed that it was the right mix. 11% would have 
preferred more time for both elements, and 11% found the timing of the programme 
(6.00 - 8.30 p.m.) difficult. 
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4.2 The majority of participants felt that the additional consultancy session in the middle 
of the run of seminars was very helpful. 

Improvements to the programme 

4.3 Participants were asked whether there were specific improvements which could be 
made to increase the utility of the programme. The following comments were made: 

rn More small group work would be useful 
Practical information sessions, such as the one on tourism signposting by a 
member of the Council’s Transportation team, were very helpful 

discussions and aid networking (referrals etc.) 
rn Invitations to visit other participants’ businesses would further inform the 

rn 

rn 

Case studies were useful and could be increased 
The course material could be expanded to form a more comprehensive text 
bookheference manual. 

4.4 The latter suggestion would increase the cost of delivering the programme, and may 
be obviated by a comprehensive list of further reading. It is envisaged that the 
remaining suggestions could be incorporated at little or no cost. 

5. Views on future assistance 

5.1 The course outlined the various programmes of training, grants and assistance 
available through the wider network. A number of the participants have benefited 
from this information, having undertaken a variety of courses, such as Welcome 
Host, Scotland’s Best and Natural Cook. One of the participants has subsequently 
completed the Women’s Management Development Programme, run by the 
Economic Development Unit. 

5.2 A number of respondents expressed an interest in future programmes of assistance, 
courses or training. These included the Management and Technology Training Grant, 
customer service, sponsorship, computer skills in general and in the Intemet in 
particular. 

6. Cost of the programme 

6.1 Participants were asked whether, when they were being recruited to the course, they 
would have been prepared to pay for it. 77% said that they would not, and 22% 
advised that they would, depending on the price. Those who advised that they would 
not have been prepared to pay cited cost as the determining factor in their response. 

6.2 Having completed the course, the same question was posed. 44% of respondents said 
that they would be prepared to pay, with amounts ranging from 5100 to f500. This is 
twice as many as expressed the view prior to the course. A couple of participants 
advised that an amount similar to that charged for evening classes would be 
appropriate. 33% said that they could not afford to pay. 11% advised that they would 
not be prepared to pay and 11% was undecided. 
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6.3 Tourism businesses in North Lanarkshire tend to be small enterprises, with relatively 
low margins. In this group, the propensity of the participant to pay for the course is 
directly related to the size of the business. 

6.4 The businesses on the pilot Tourist Map programme could not afford to pay the 
market cost of the course. 

7. Impact of the pilot programme and future action 

7.1 The pilot Tourist Map programme has established that there is a need for a 
comprehensive course focusing on marketing for the tourism sector in North 
Lanarkshire. 

7.2 It is intended that a short follow-up telephone survey is conducted in March 1999 to 
establish whether the businesses involved have seen an increase in 
tumover/profitability a year after completing the course. 

7.3 The pilot programme was funded from the Management and Technology Training 
Grant fund. 

7.4 Tourism is Scotland's largest industry and one which has significant potential for 
growth. Whilst the market does have a number of large players, much of the sector in 
North Lanarkshire is composed of small businesses which can contribute to the 
indigenous company growth which is increasingly recognised as vitally important to 
the economy. Increasing competitiveness is key to this growth, and in a people- 
centred industry improved and effective marketing is pivotal. 

7.5 Levying a fee for participation in the Tourist Map would have a seriously detrimental 
effect on take-up. Only one of the participants was in a position to pay 2500 for the 
course, the others effectively suggesting a token fee. 

7.6 It is recommended that the Tourist Map should be offered again in the autumn of 
1999, using testimonials from successful participants of the pilot course. It should be 
offered free of charge. 

7.7 If demand for the course exceeds the number of places available, it is suggested that 
the consultants should assess the applicants, and offer places to those with the best 
potential for business growth. 
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